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Service 
Snapshot

As a council-run service, there were processes and reports within the organisation that 
needed to be considered throughout each stage of the transition to Direct Gap Fee 
Collection (DGFC). As part of the planning process, the team spent time discussing 
each step, from educator and family communications to the forms required. 

There was lots of communication. We planted the initial 
idea and then built on that with the steps in the process, 
when it’s going to happen, how we’re going to manage 
it and who to ring if you’re not sure. 

While the process required adjustment in the early stages, the benefits 
have outweighed the challenges. The service also implemented a system 
that documented every step involved in communicating with families - from 
enrolment through to final payments when care ceases. This ensured continuity 
in the process and enabled other members of the team to respond effectively if 
they received a call from a family.

Transitioning to Direct Gap 
Fee Collection

SERVICE TYPE: 

Local government

EDUCATORS:

 ~38

FAMILIES SUPPORTED: 

~230

TOOLS USED: 

HubWorks, Ipay (direct debit)

RESOURCING:

Two full-time administration 
staff members supported 
the transition, as part of their 
current roles, with assistance 
from the children’s services 
administration team and the 
finance team. 

COMMUNITY CONTEXT:

High proportion of CALD 
families across metro areas

Planning and Documenting Processes

https://www.familydaycare.com.au/supporting-you/direct-gap-fee-collection-resources
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Improved Service-Family 
Connection
Transitioning to DGFC has strengthened the connection 
between the service and families. With the service 
team now the point of contact for fees, they have more 
opportunities to engage with families and offer support 
where needed.

One win is that we had more calls 
from families in the beginning. It’s 
enhanced communication - even 
though the call was about fees, you 
end up talking about other things and 
they get to know that you’re there 
and approachable.

By taking ownership of payment conversations, 
the service can address issues early, offer flexible 
arrangements, and free educators from the burden of 
managing payments.

We can step in early if there’s a 
problem and offer to help, instead 
of the educator being put in that 
position.

Strengthening Educator-
Family Relationships
Before the transition, educators were responsible for 
invoicing and following up unpaid fees. This often led 

to uncomfortable conversations with families and time 
taken away from children’s education and care. Moving to 
DGFC has removed this administrative burden.

It moves that awkward part of the 
conversation to the service rather than 
the educator. They can focus on fostering 
that positive relationship with families.

With fee discussions handled by the service, educators 
can engage with families in a purely educational 
and supportive way. This has fostered warmer, more 
trusting relationships. Families have also benefited from 
the change, with fee information now clearer, more 
transparent and easier to access. 

Families feel like it’s better organised 
as they were confused by the 
payments they were giving educators. 
The service now has the transparency 
as well.

For educators who found administration challenging, the 
benefits have been immediate and significant.

We had a few educators where 
administration tasks weren’t their strength. 
This has been so beneficial for them - 
they can focus on what they do best. 

Spending time planning: Think through all the 
elements and what the best process looks like for 
your organisation.

Communicating throughout the process: Clear, 
simple messaging supported educators and families 
to adjust.

Stepping in early on payment issues: Addressing 
challenges quickly protects educator relationships 
and reduces tension.

Developing and refining systems: Having defined 
processes and systems helps maintain continuity, 
while regular check-ins allows for ongoing 
improvement.

1.	� The service now has strong connections with 
families.

2.	� Educators can now focus on their strengths 
– delivering quality education and care to 
the children, without the added pressure of 
managing fees.

3.	� Families now have access to clear, accurate 
and transparent fee information.

What helped  
the service succeed?

Benefits of direct 
gap fee collection

https://www.familydaycare.com.au/supporting-you/direct-gap-fee-collection-resources

